Diversity in the organisation - A study of Corporative Social Responsibility in ISS Facility Services A/S by Andersen, Ane Viktoria Todbjerg
1 
 
Diversity in the organisation 
- A study of Corporative Social Responsibility in ISS Facility Services A/S 
 
 
 
 
 
 
 
 
Internship Report – Autumn 2015 
Group 601: Ane Viktoria Todbjerg Andersen 
Supervised by: Lise Bisballe 
Characters incl. space: 91781 
2 
 
Table of Content 
1. INTRODUCTION ....................................................................................................................... 3 
MOTIVATION ........................................................................................................................................ 3 
RESEARCH AREA .................................................................................................................................... 4 
RESEARCH QUESTION ............................................................................................................................. 6 
METHODOLOGICAL AND THEORETICAL APPROACH ........................................................................................ 6 
THE INTERNAL DIVERSITY STUDY ............................................................................................................... 6 
INTERNSHIP DESCRIPTION ........................................................................................................................ 8 
2. THEORY ................................................................................................................................. 13 
CORPORATE SOCIAL RESPONSIBILITY ........................................................................................................ 13 
THE SERVICE-PROFIT CHAIN .................................................................................................................. 18 
DIVERSITY .......................................................................................................................................... 19 
3. PHILOSOPHY OF SCIENCE ....................................................................................................... 20 
SOCIAL CONSTRUCTIVISM ...................................................................................................................... 21 
PREJUDICES AS AN INTERN ..................................................................................................................... 22 
4. METHODOLOGY ..................................................................................................................... 22 
RESEARCH DESIGN................................................................................................................................ 23 
INTERVIEW DESIGN ............................................................................................................................... 24 
ANALYSIS DESIGN ................................................................................................................................. 27 
5. ANALYSIS ............................................................................................................................... 28 
STRUCTURE OF THE ANALYSIS ................................................................................................................. 29 
CORPORATE SOCIAL RESPONSIBILITY ........................................................................................................ 29 
THE DIVERSITY-PROFIT CHAIN ................................................................................................................ 33 
6. CONCLUSION ......................................................................................................................... 38 
7. EVALUTION ............................................................................................................................ 39 
8. BIBLIOGRAPHY ....................................................................................................................... 42 
APPENDIX A – TRANSCRIPT OF INTERVIEW WITH MORTEN KAMP ANDERSEN ........................... 45 
APPENDIX B – TRANSCRIPT OF INTERVIEW WITH LOTTE HJORTLUND ANDERSEN ...................... 52 
 
  
3 
 
1. INTRODUCTION 
I have been an intern at ISS Facility Services A/S in their Corporate Social Responsibility department 
since the beginning of August 2015. It has been a part of my third module of the Master in Social 
Entrepreneurship and Management at Roskilde University. This has enabled me to develop my 
academic skills in a practical application. This report is the result of the research and reflections I 
have made as an intern.  
In the following section, I will start out by describing my motivation and interest for researching and 
interning at ISS. It has been an outstanding time, which has challenged and developed me. I have 
been introduced and participated in the development of several projects, where almost all of them 
concerns diversity. This reflects in my research area, which is diversity and Corporate Social 
Responsibility (CSR) in the Danish contemporary society. After my motivation, I will introduce the 
research area and research problem.  
I will also briefly introduce the methodological and theoretical notions used throughout the report. 
Lastly, I will give a thorough presentation of my internship place, the projects I have been working 
with and the CSR initiative that I have been researching.  
 
Motivation 
Historically, it has been a state affair to solve societal problems. However, the monopolised provision 
of welfare services is rapidly diminishing and the Scandinavian citizens have to adapt to the changing 
circumstances which “reflect the changing relations between citizens and state” (Defourny, Hulgård, 
& Pestoff, 2014, p. 8). At my study, Social Entrepreneurship and Management (SEM), we learn how 
social services can be provided in various ways. The field is depicted as a chain of mountains with 
different sizes and shapes, which reflect the various ways of solving social problems and the diverse 
contexts it can be done within (Defourny, Hulgård, & Pestoff, 2014). One possibility is through 
corporates. We got introduced to Corporate Social Responsibility (CSR) as a part of the “SE field” 
(Defourny, Hulgård, & Pestoff, 2014, p. 1) on the first module of SEM. At the same time Lars Hulgård 
(2014) highlighted that “…it is very important to be aware of the fact that social entrepreneurs 
working within the mainstream market economy serve very different purposes from those working 
within the areas of the social economy” (Hulgård, 2014, p. 75). As the quote suggest, social 
entrepreneurs working with CSR is presented as being in the outskirts of the field, next to those 
working with social enterprises. Nonetheless, we were a group of five persons on the first module, 
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which decided to investigate a CSR-project. The research project will be presented properly later on, 
but in its essence it was a project where the task of getting young people into an education or job was 
solved by the facility services company; Integrated Service Solutions (ISS). It gave me a desire of 
researching the area further, as I see a huge potential in conglomerates and corporations solving 
societal problems. 
“Corporate social responsibility is not going to solve the world’s problems. That said, CSR is a way 
for companies to benefit themselves while also benefiting society” (Epstein-Reeves, 2012).  
This statement, which explain how one could perceive CSR in a contemporary society, fascinates me 
and gives me hope. I see a huge potential in CSR, of corporations taking responsibility beyond the 
required legal demands, while benefitting the society and the corporations at the same time. I already 
saw that potential in ISS’ CSR initiatives after our collaboration with them on the first module and I 
therefore decided to apply for an internship in their CSR department. I succeeded in getting the 
position and my internship is now taking place in the department of CSR and Job development in 
ISS. The company is a multinational conglomerate, where I am working in the Danish subsidiary ISS 
Facility Services A/S. 
Research area 
I did not have any knowledge about diversity before starting as an intern at ISS, except what I read 
in an article in Berlingske, where a journalist stated that  
“The term “diversity” is the new cliché expression in the United States. American corporations use 
it interchangeably to show that they take diversity seriously and remember to employ coloured people, 
women, homosexuals etc.… But the expression has turned into a hollow cliché in the case of making 
it real.” (Mouritzen, 2015, p. 10). 
I found the statement interesting as I see the same trend in Denmark and had a hard time understanding 
what diversity is. I found the definition put forth by Gilbert, Stead and Ivancevich (1999) which says 
that it is “the apprication of demographic, ethnic and individual differences” (Gilbert, Stead, & 
Ivancevich, 1999, p. 66) that exists between people.  
My main focus as an intern in ISS has been concerning diversity in the organisation. And I found that 
adaptability to the changes is a survival strategy in a paradigm, where the employees and the inherent 
knowledge they have is the most important asset (Heskett, Jones, Loveman, Sasser, & Schlesinger, 
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1994). It is a paradigm where it is consequently important to live up to principles regarding equality 
and inclusion of minorities in the workforce (Justesen, 2015) in order to have a profitable company 
(Gilbert, Stead, & Ivancevich, 1999). However, to recruit among minorities, gender balanced and so 
forth is not always easy, but is stressed by the society as it is a necessity for our welfare system to 
work (Justesen, 2015). Denmark have more elderly people to take care of while having fewer young 
people capable of working (The Danish Charter for Diversity, 2014). The Danish labour market is 
going to have a shortage in well educated people (The Economic Council of the Labour Movement, 
2013), and integration is needed for the many refugees, immigrants and foreigners coming to 
Denmark looking for a future residence. Meanwhile women are trying to position themselves in the 
boards and executive. All of which the employers need to adapt to, as the customers change 
correspondingly (The Danish Charter for Diversity, 2014). It is therefore necessary that the Danish 
Corporations take responsibility towards the society and invest and develop in tools and processes 
that can handle the growing diversification.  
For ISS is Corporate Social Responsibility and demographic diversity interlinked as  
“ISS depends on employees from different ages, religions, cultures, etc. In order to remain a preferred 
employer and become a preferred supplier, ISS can demonstrate best practice in relation to our 
appreciation of diversity…” (ISS Group Responsibility, 2015).    
As ISS do not have a complete overview of how diverse the organisation is, it was decided that a 
baseline of diversity in the organisation was needed to get a full picture of the organisation. Having 
found the baseline and an overview of the differences in the organisation will give justification for a 
change in recruitment strategies, internal procedures etc. (Appendix A, Morten, 04:59) 
Consequently, ISS’ CSR department decided to initiate an internal study of diversity planned to be 
conducted every year. The study will be called The Internal Diversity Study throughout this report. 
In the beginning, I had a hard time to understand how the Internal Diversity Study could support the 
CSR strategy, which is why I decided to investigate the understanding of the Internal Diversity Study 
in connection to CSR. Meanwhile, I knew from the previous project undertaken in collaboration with 
ISS that any initiative “…is always something that is supposed to participate in solving some business 
issues…” (Appendix B, Lotte, 01:46) and I decided to also research how that could come about in 
the context of the Service-Profit Chain (Heskett, Jones, Loveman, Sasser, & Schlesinger, 1994). The 
Service-Profit Chain is a theory, which support the “ISS Way” (ISS the ISS Way, 2015), and all other 
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strategic initiatives in ISS, which I also asses that the Internal Diversity Study is part of. These 
considerations and thoughts led me to the following research question.   
 
Research question 
How is the Internal Diversity Study to be understood as a Corporate Social Responsibility initiative 
and what does this imply for the organisation in the context of the Service-Profit Chain?  
 
Methodological and theoretical approach 
The framework of the research is built upon a social constructivist approach, which gives me an 
understand of the paradigm in which the CSR department exist. To gain knowledge about the Internal 
Diversity Study, I have generated empirical data through qualitative interviews with the two persons 
involved in the study. It operationalises the theory and reflects in the conclusions made. The full 
portrayal of philosophy of science, methodological considerations and research design will be 
explained in the corresponding chapters.  
To frame the research of the Internal Diversity Study, I will introduce CSR theory described from 
different angles with the use of Roepstorffs (2010) three characteristics of CSR. The normative 
perspective is mainly outlined by the use of theory presented by Doherty et al. (2009) and the upper 
level in the “Pyramid of Corporate Social Responsibility” (Carroll, 1991), where the instrumental 
approach is being framed by theory of Garriga and Mele (2004) and the lower levels in the pyramid 
by Carroll (1991)  
In the following section, I will present the Internal Diversity Study.  
 
The Internal Diversity Study 
Most CSR projects in ISS concern diversity and inclusion, which also convinced me of the importance 
of writing about the subject in my internship report. It is a subject which is important to increase 
employees wellbeing, pride and engagement in ISS (Appendix B, Lotte, 03:26). By taking social 
responsibility and accommodating the needs of the employees, it is hoped that e.g. the engagement 
will increase and eventually improve the profitability in ISS (Appendix B, Lotte, 06:51) It is hoped 
that the Internal Diversity Study will reveal gabs and areas for improvement and that 
recommendations can be made for the whole organisation.  
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The platform for the study consists of organisational data from ISS combined with data on ethnicity 
from Statistics Denmark. The 
information can be divided into 
diversity parameters, organisational 
data and leadership data. The three 
parameters are thereafter mixed.  
The diversity parameters:  
Gender, age, and ethnicity.  
Organisational parameters:   
Seniority, absence due to illness, 
department and level, education 
Leadership parameters: 
Performance, employee satisfaction 
and customer satisfaction.   
An example of the results from the Internal Diversity Study are visualised in figure 1. However, 
being in Danish, but it will be visualised in graphs and numbers.  
In the following quote Lotte explains why the Internal Diversity Study is initiated.  
“…is one of the projects that we have started to keep us being frontrunners within diversity and 
inclusion. And also it's a way for us to, to identify some gabs there might be, we don’t know yet. There 
might be within some of the diversity areas. For instance, we can identify, that we can see, that ethnic 
young men are not motivated to work here through our engagement survey. We can identify some 
gabs between men and women in leadership etc. And then we can find some actions to close these 
gaps and then affect the business in a positive way…” (Appendix B, Lotte, 04:38) 
Having been presented to the reasoning behind initiating the Internal Diversity Study made me 
curious of how to contextualise the study with CSR theory and the Service-Profit Chain. I therefore 
decided not to focus on the actual data and the practical application of the study, but investigate if the 
Figure 1, statistics from ISS 
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Internal Diversity Study can be said to be a 
Corporate Social Responsibility initiative and 
how organisational diversity is likely to 
influence ISS in the context of the Service-
Profit Chain.  
Internship description 
This section will introduce ISS, but also the 
department which I have been a part of for 
almost half a year. After that I will describe the 
projects I have been involved in and how the 
department work with Corporate Social 
Responsibility.  
 
ISS is a Danish multinational facilities services 
company, which was founded in 1901 in 
Copenhagen as a security company called 
“Copenhagen-Frederiksberg Night Watch”. In 1934 they started an independent subsidiary of the 
security company called “The Danish Cleaning Company”. This branch quickly became the main 
interest and in 1968 they adopted the name of ISS. They reached a revenue of one billion in 1975 
(ISS History, 2015). From being a Danish cleaning provider, the company is now a worldwide 
conglomerate and “one of the world largest facility services providers with approximately 510.000 
employees in 77 countries” (ISS Fact Sheet, 2015, p. 1) offering a wide range of services including 
property service, catering services, support services etc. (ISS Annual report, 2015)  
 
ISS has a shared vision that “We are going to be the world’s greatest service organisation” (ISS Group 
Vision, 2015). The vision is being implemented with the use of the strategy called the “ISS Way”, 
which is a strategy focused on a “strong and uniform commercial culture” (ISS the ISS Way, 2015) 
and the implementation of the strategy is managed with the ISS Value Chain tool (ISS Value Chain 
Workbook, 2011). A tool, which is based upon the Service-Profit Chain (Heskett et. al, 1994).  
The ISS Value Chain is however visualised as a circle, where each link needs equal attention. It is a 
never ending effort of increasing the growth of business (ISS Our business model, 2015), which is 
natural as the “shared purpose of our existence at ISS is to create shareholder value” (ISS Our business 
Figure 2, The ISS Value Chain 
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model, 2015, p. 1).  The responsibility of ensuring emphasis on every link in the ISS Value Chain is 
directed to different departments of ISS, while also being a collective responsibility. The Service-
Profit Chain will be presented further in the theory chapter and it will be operationalised in the 
analysis.  
ISS Denmark has approximately 7500 employees and is rather small compared to other departments 
of ISS, however, it is a big employer according to Danish standards. In 2014 ISS Denmark had a 
revenue at approximately 3 billion Danish kroner. This led to a final result below 90 million Danish 
kroner (ISS Annual report, 2015). The financial results show how competitive a market facility 
services are, and that it is a branch with a low profit margin.  
ISS Facility Services A/S is a subsidiary of the parent company ISS A/S. The parent company is 
situated in Buddinge, just a few kilometres from the Danish headquarter. As my internship is taking 
place in the Danish headquarter in Søborg every future reference will relate to ISS Facility Services 
A/S.  
 
The CSR-department of ISS 
Is it not implicit that an organisation has a CSR-department; however, it is important to ISS as they  
“…are a large company in Denmark, with 7500 employees and we have a lot of impact on the Danish 
society. So we think it is a part of our responsibility as a large company to work with CSR 
continuously, and then continue to improve the things we do and the impact we have on society” 
(Appendix A, Lotte, 02:57).  
The department is officially called CSR and Job Development and it is part of the HR structure, which 
also consists of a recruitment department, a legal department and health and safety. The CSR and Job 
Development department is rather big, which is due to its somehow different scope. It consists of six 
offices strategically placed around Denmark and approximately 43 persons work with CSR and job 
development in ISS at the moment. The main focus lies at developing jobs for unemployed citizens 
in a strategic collaboration with a number of municipalities (ISS Jobudvikling, 2015). The CSR and 
Job Development department help the unemployed citizens into a job or an internship by the use of 
the immense network in ISS and in that way integrates people into the Danish labour market. The 
citizens are simply transferred from the public job centres to ISS where professional employees find 
internships or job positions for them. As ISS has thousands of subcontractors and partnerships, it can 
be easier for the employees in ISS to find a position for the citizens than it is for the public 
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caseworkers (ISS Jobudvikling, 2015). Some are also placed as trainees or interns in the ISS 
organisation.  
The strategic collaboration with the Danish municipalities is now consolidated within the ISS 
organisation and creates value for all stakeholders. The CSR and Job Development department’s great 
results also made it possible for the CEO of ISS, Martin Gaarn Thomsen, to promise internships for 
at least 100 refugees coming to Denmark (CSR.dk, 2015). Such promises brand ISS as a responsible 
company and at the same time correlates with the overall strategy that any initiative has to connect to 
the ISS Way and improve the business in ISS (Appendix B, Lotte, 01:46).  
I choose not to investigate the job development field further as I already researched into one of the 
ongoing projects in ISS, called “Education Clarification in Practice” (Villadsen, Oustrup, Todbjerg, 
Clancy, & Weimers, 2014, p. 8). I did that together with my project group at the first semester, where 
we investigated the dichotomy between social benefits and profit maximisation in CSR projects 
(Villadsen, Oustrup, Todbjerg, Clancy, & Weimers, 2014). While my research in this semester 
concerns another CSR initiative in ISS, the first project gave me a lot of background knowledge and 
an understanding of the focus on profit maximisation in ISS and how it still creates social benefits for 
the society.  
Besides developing jobs for unemployed citizens, ISS also work on other CSR project. However, for 
the time being, it is only my internship supervisor and me which is working full time on this. My 
internship supervisor is Head of the CSR and Job Development department. She is also one of my 
two interviewees and will be presented in more details later.  
Some of the CSR projects have focus on the employees and employee engagement, while other 
projects favour other Danish corporations, NGO’s etc. During my internship I have been a part of 
several projects, which have given me different learnings and experiences. In the following sections 
I will present the projects which I have been involved in, to give a complete picture of my internship 
learnings. In the evaluation of my internship I will elaborate on the latter. The evaluation is to be 
found after the conclusion of this report.  
 
Transparent CSR 
ISS wants to accommodate the growing need for transparency in CSR-practices by being assessed by 
the company EcoVadis. EcoVadis offers an assessment system, which measures and demonstrate 
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CSR-performances as “Customers are not buying and negotiating based only on price any more. Most 
large corporations […] are under immense pressure from stakeholders to be transparent about 
their sustainability and CSR practices…” (EcoVadis, 2015). In the process of being reassessed, 
documents are gathered from the whole organisation in order to prove all relevant practices. This has 
been one of my big tasks as an intern, and I have had a lot of focus on improving the reassessment 
process. I have tried to collect data throughout the organisation, which has given me a network and 
experience of hosting meetings across departments and levels. Furthermore, I have also had some 
challenges finding information, since not all practices are written down. This has taught me about the 
importance of having practices documented instead of having knowledge connected to the 
accountable person.  
 
Diverse teams 
In 2011, ISS started a research project about teams of frontline workers in ISS and how diversity in 
the teams affected the profitability. The parameters that defined a diverse team were gender, ethnicity 
and age, and for a team to be diverse, there had to be less than 70% of the same gender, 70% with the 
same ethnicity and 70% within the same age group. The researchers found that the diverse teams 
worked better together and that they were 3.7 percentage points more profitable. Linking diversity in 
the organisation and profitability was done with the use of the Service-Profit Chain (ISS Facility 
Services, 2011). 
However, it hasn’t been possible to increase the amount of diverse teams, which ISS now want to 
accommodate by launching a new study in collaboration with CBS and a Postdoc researcher. It is the 
wish to find a replicable method, that can be shared with other Danish companies and henceforth 
contribute to growth and prosperity in Denmark while solving a societal problem. This is planned to 
start in April 2016. ISS has been granted funding for the project from the Danish Innovation Fund. I 
have been coordinating and participating in writing the vast application to the Danish Innovation 
Fund, which has developed my skills as a project leader. The collaboration with the Postdoc 
researcher, Ph.D. Lotte Holck has also given me a comprehensive knowledge about diversity, as she 
is one of the most knowledgeable social scientists in Denmark on that subject.   
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Diversity in Danish companies 
Another project I have been working with is the CSR Awards 2015. It is a grand event for Danish 
companies, NGO’s, public institutions and organisations with an interest in CSR. At this yearly event 
ISS is prize partner, which means that ISS award other companies with the CSR Diversity Prize. The 
prize is given to companies, which work strategically with diversity in conjunction with profitability 
(CSR Fonden, 2015). ISS is one of few prize givers, which find the nominees instead of the companies 
nominating themselves. The process of finding the nominated has been long, as ISS wanted to find a 
way to measure diversity and the effect it might have on the bottom line in Danish Companies.  
In collaboration with PricewaterhouseCoopers, information from LinkedIn was used to measure 
diversity in the management in Danish corporations with more than 130 employees. This was 
combined with the financial numbers from the companies’ annual reports, which made it possible to 
visualise diversity in Danish corporations and correlate it with their profitability. The nominated was 
found and the prize was given to ECCO. At the same time the results from the survey came back with 
so interesting results, that a conference will be hosted and a report is being written about the findings. 
The results are being published on the conference at the 13th of January 2016.  
I have been a part of the process from August, where PwC had to present their results in front of the 
CSR Diversity Prize Jury. The jury consist of four knowledgeable persons, one who is strong in 
financial matters, another is a specialist in regards of ethnicity. They complement each other, but they 
are also very different. It demands good leadership and well planned project management to make 
them work together. I have contributed to the project management by planning events and 
coordinating the project in terms of deadlines and milestones. I also made reflections regarding 
validity of the report and made suggestions for further decisions on the matter. In the process I have 
been working in close collaboration with my internship supervisor. This has also given me great 
insights into how much work such a process needs and how important collaboration and social skills 
are for creating a good result.  
Having presented the projects, which I have been working with in short, I hope it is possible to 
visualise my tasks and assignments as an intern. I have also introduced my motivation for my 
research, the theory which frames the research problem, the overall methodological considerations 
and a description of the Internal Diversity Study all of which I hope is sufficient to give the reader an 
understanding of the research area. 
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2. THEORY  
In the theory chapter, I will outline three approaches to the research area and research problem. 
Firstly, I will introduce the academic CSR debate, which my internship and research problem is 
positioned within. As diversity and CSR are very closely related in ISS, I will also have a section that 
touches upon the theoretical aspect of diversity. Lastly, I will look at the Service-Profit Chain, which 
is the theoretical framework that connects CSR with diversity in ISS. The three approaches create the 
analytical structure and contextualises the analysis of the empirical data.  
 
Corporate Social Responsibility 
There are many different definitions and notions about CSR, which underlines that it means different 
things depending on the context;  
‘‘corporate social responsibility means something, but not always the same thing to everybody. To 
some it conveys the idea of legal responsibility or liability; to others, it means socially responsible 
behaviour in the ethical sense; to still others, the meaning transmitted is that of ‘responsible for’ in 
a causal mode; many simply equate it with a charitable contribution; some take it to mean socially 
conscious; many of those who embrace it most fervently see it as a mere synonym for legitimacy in 
the context of belonging or being proper or valid; a few see a sort of fiduciary duty imposing higher 
standards of behaviour on businessmen than on citizens at large’’ (Votaw, 1972, p. 25 in Garriga & 
Melé, 2004, p. 52).  
It is a part of a paradigm, a dynamic notion, which has a variety of understandings and arenas 
(Roepstorff, 2010) depending on how it is contextualised. Having a concept, where one size fits all 
and at the same time being voluntary can be a problem as companies can hijack the notion and use it 
as a strategic marketing model (Doherty, et al., 2009).  
However, it is widely recognised to be a notion, which derives from an American context, where it 
has been defined as “the practices of the corporation that explicitly seek to avoid damage and promote 
the well-being of stakeholders by complying with current rules and regulations as well as voluntarily 
going beyond those requirements” (Vives, 2004, s. 45). In this long definition, the emphasis is put on 
the stakeholders, whereas Matten and Moon (2008) has condensed CSR into the corporations “clearly 
articulated and communicated policies and practices… that reflect business responsibility for some 
of the wider societal good” (Matten & Moon, 2008, p. 405). They found that the responsibility should 
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take the wider society into account. Looking at the definition put forth by the EU-commission they 
shortened it down to “the responsibility of enterprises for their impacts on society” (The European 
Commission, 2011), which implicitly include any initiative that recompense for harmful impacts on 
society.  
In 1999 a worldwide framework and CSR initiative was commenced. UN summoned private 
companies with the intention of involving them in the resolution of the social and environmental 
problems crippling the earth. It is called the UN Global Compact and it has turned into an international 
standard for CSR (Aagaard, 2012). However, having an international standard for what to obtain with 
CSR, does not explain how CSR is perceived or defined.  
Roepstorff (2010) has found three common characteristics after having looked at the contemporary 
field of CSR; 
- The first one is that CSR is about defining the company’s relationship to the surrounding 
society 
- With the second argument, she highlights that CSR does not need to be in conflict with the 
company’s profitability or financial targets.  
- Furthermore, she emphasises that CSR activities are more than complying with minimum 
requirements of local law.   
(Roepstorff, 2010) 
Having a preunderstanding of the different notions of CSR are important as it enables us to have a 
common understand of the CSR-field.  
 
Instrumental theories 
“What does it mean to say that ‘business’ has responsibilities? Only people can have responsibilities” 
(Friedman, 1970, p. 26). With his famous text from 1970, Friedman represents the outermost form of 
instrumental corporate responsibility theory, where CSR is used as a tool to create wealth and reach 
economic objectives (Garriga & Melé, 2004).  Having Friedman’s approach in mind Carroll (1991) 
tried to move beyond the discussion of either or, and created a theoretical framework for CSR looking 
at “a four-part conceptualization of CSR included the idea that the corporation has not only economic 
and legal obligations, but ethical and discretionary (philanthropic) responsibilities as well.” (Carrol, 
1979 in Carroll, 1991, p. 41). This became known as the Pyramid of Corporate Social Responsibility 
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(Carroll, 1991). The pyramid gives guidance on how to examine companies’ CSR initiatives 
(Doherty, et al., 2009).  
Figure 3, The Pyramid of Corporate Social Responsibility (Carrol, 1991)  
The foundation in the pyramid represents the economic responsibilities. Milton Friedman (1970) 
reasoned in his famous text, that the economic responsibility of maximising the profit for the 
shareholders is the only responsible which exist in a corporate context (Friedman, 1970). Historically, 
that is also true, as corporations always had a primary goal of being profitable while providing goods 
to the society. It was how our corporate market started working. Instead of everybody finding food 
and making things separately, one would produce what others needed and would in the process be 
paid for it. At one point this evolved from reasonable profit into maximising profit. Today the 
economic responsibilities consists of what is required by the shareholders, the tax authorities, the 
suppliers etc. (Carroll, 1991) Any investment that can increase the profitability and shareholder value 
should be made, thus making profit the supreme criterion when choosing corporate activities. The 
economic responsibility is a strategic tool and is a part of the instrumental approach to CSR. (Garriga 
& Melé, 2004). However, it is also important to remember that “All other business responsibilities 
are predicated upon the economic responsibility of the firm, because without it the others become 
moot considerations.” (Carroll, 1991, p. 42) That makes the employees engagement in a CSR 
department crucial as they have to be “committed to being as profitable as possible” (Carroll, 1991, 
p. 40), while delivering a responsible product. 
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Focusing on the economic responsibility in correlation with social objectives in a long-term strategy 
can result in competitive advantages (Husted and Allen, 2000 in Garriga & Melé, 2004) and can 
support the company’s mission. This is an approach, which is also highly promoted by Michael 
Porter. He deduces that companies need to be frontrunners and bring society and business back 
together. That the social responsibility need to be a core effort and not anchored in philanthropic 
projects (Porter & Kramer, 2011)  
Solving societal problems would then create shared value, as in value for the business and value for 
society (Porter & Kramer, 2011). An approach which is easier to apply for the companies as it is a 
well-known territory and the knowledge and resources are already present (Garriga & Melé, 2004).  
This can also be done through cause-related marketing, where it is a goal “to enhance company 
revenues and sales or customer relationship by building the brand through theacquisition of, and 
association with the ethical dimension or social responsibility dimension” (Murray and Montanari, 
1986; Varadarajan and Menon, 1988 in Garriga & Melé, 2004, p. 55).  
The legal responsibilities, such as competition laws, employment laws is also a part of instrumental 
theory (Doherty, et al., 2009). Regulations, employment law etc. is a societal method of regulating 
corporations to comply with other motives than profit. The regulation and laws create a framework 
for the corporations to work within.  
It is a “…“social contract” between business and society…” (Carroll, 1991, p. 43), where firms have 
to comply within the regulations (Carroll, 1991). The legal responsibilities are a separate part of the 
CSR pyramid, it is nevertheless equivalent to the economic responsibilities in a contemporary society, 
where it is a necessity “…to perform in a manner consistent with expectations of government and 
law” (Carroll, 1991, p. 40).  
 
Normative theories 
The ethical responsibilities and philanthropic responsibilities are comparable with the normative 
stakeholder theory, which originates from Kantian ethics with references to Kant. The moral approach 
of this theory consists of treating people as your next kin instead of a resource to be exploited 
(Doherty, et al., 2009).  
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The ethical responsibilities in the pyramid, consist of following the regulations and endorsing ethical 
demands from the society. Corporations emphasise this with policies as corporate ethics policies, 
labour and environmental policies etc. It is policies which emphasise the importance of complying 
with Danish regulations and more than that. Another example could be the endorsement of the Global 
Compact Universal Principles being “ethical behaviour that goes beyond mere compliance with laws 
and regulations” (Carroll, 1991, p. 43).  
The upper level is the philanthropic responsibilities, where improvements are made in the community 
and the measures taken is desired by the society (Doherty, et al., 2009). The philanthropic 
responsibility can also be found in some CSR-activities, an example being collaboration between 
NGO’s and corporations, which “enhance a community’s “quality of life”” (Carroll, 1991, p. 43). 
“It is important to realise, however, that the application of different ethical theories can give us 
different, and at times, contrasting answers…” (Doherty, et al., 2009, p. 181) which is important to 
remember when looking at instrumental and normative CSR as two different approaches. This also 
refers to “ethical relativism” where “there are not absolute moral truths” (Doherty, et al., 2009, p. 
182).  
 
Criticism of Corporate Social Responsibility 
The critical approach to CSR consists of seeing it as pure egoism, where the corporations conduct 
CSR-activities to protect their brands and enhance market shares. At the same the concept also lacks 
a grounding in ethics and theory. (Doherty, et al., 2009) The critical reflections can also be found in 
Milton Friedman’s (1970) approach mentioned earlier, which take the notion of CSR to the level of 
being a disturbance of the market. That the companies only responsibility is to obey the laws and 
regulation, where the rest should be taken care of by the governments. (Doherty, et al., 2009) Other 
argue that the corporations are unfit to be agents for positive social change. That corporations have 
limits, which arises from a corporate rationality where the sole purpose being the maximisation of 
shareholder value. Which oppose the “ability to pursue social goals” (Banerjee, 2014, p. 85).  
In the next section, I will introduce the Service-Profit Chain theory, which is the strategic tool behind 
the Internal Diversity Study.  
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The Service-Profit Chain 
The Service-Profit Chain is a theory directed at service organisations and it establishes a link between 
frontline workers, customers and profitability. The Service-Profit Chain theory assess that satisfied 
employees are at the highest importance for service organisations. It tries to explain how internal 
processes affect the employees, customers and the bottom line of a company and it is built upon 
quantifiable measures and empirical data gathered in service organisations. The correlations found is 
used to represent the chain in the related notions. (Heskett, Sasser, & Schlesinger, The Service Profit 
Chain, 1997) The investment in the employee drives the profitability, where the connection between 
the employee and the customer frame the “new economics of service” (Heskett, Jones, Loveman, 
Sasser, & Schlesinger, 1994, p. 164). However, the interest and attention to the employees has to be 
emphasised from the top executives and has to permeate the organisation in order to have an outcome 
from the Service-Profit Chain (Heskett, Jones, Loveman, Sasser, & Schlesinger, 1994).  
 
The customer 
When using the Service-Profit Chain, in order to create growth in revenue and increase the 
profitability it is important to look at the customers and customer loyalty (Heskett, Jones, Loveman, 
Sasser, & Schlesinger, 1994). Today most corporations measure loyalty in terms of the Net Promoter 
Score, which indicate if the customer promotes the corporation, if the customer is passive or if the 
customer detracts the growth by negative feedback (Net Promoter Network, 2015). It is found “that 
quality of market share, measured in terms of customer loyalty, deserves as much attention as quantity 
of share.” (Reichheld and Sasser, 1990 in Heskett et al., 1994, p. 165).  
In order to have loyal customers it is important to have focus on customer satisfaction as well. 
Satisfied customers can convert their satisfaction to further consumption where the non-satisfied can 
be damaging to the company. (Heskett, Jones, Loveman, Sasser, & Schlesinger, 1994) The customer 
satisfaction is being assessed by many companies that try to “quantify customer satisfaction” (ibid., 
p. 165).  
Value is a driver of customer satisfaction as well, which is a correlation of the result and the costs of 
the product. Looking at the value of the service given is increasingly important, as customers tend to 
be oriented towards the product value. (Heskett, Jones, Loveman, Sasser, & Schlesinger, 1994)  Value 
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for the customers can be achieved “…by designing an operating strategy to produce maximum results 
as well as process quality…” (Heskett, Sasser, & Schlesinger, 1997, p. 14).  
The links in the Service-Profit Chain are visualised in figure 4, however the most important link in 
service organisation is the employee. In companies providing services to the customers all the good 
results and satisfied customers depends on the employees. It is the hardworking frontliners in the 
service corporations, which makes all of it real. When employees are not satisfied with being in the  
company it will reflect the employee retention and productivity (Heskett, Jones, Loveman, Sasser, & 
Schlesinger, 1994).  
 
The Diversity-Profit Chain 
Whether the employees are satisfied or not depends on things as workplace design, job design, 
employee selection, employee rewards etc. Factors that has an impact on employee satisfaction. To 
answer the research question and identify how the Internal Diversity Study is likely to influence ISS, 
it is assessed that the internal processes affecting the organisation is diversity. In this way, the Service-
Profit Chain modifies into the Diversity-Profit Chain as visualised in figure 4.  
Having a diverse organisation will not solve all problems but it is suggested to have an effect on 
several matters that are reflected in employee satisfaction (ISS Facility Services, 2011; Gilbert, Stead, 
& Ivancevich, 1999; McKinsey & Company, 2013), group processes (Kochan, et al., 2003) and 
employee turnover (Cox and Blake, 1991 in Gilbert, Stead, & Ivancevich, 1999).    
 
Diversity 
With the Internal Diversity Study, ISS is investigating organisational diversity in order to find areas 
for improvement. It is relevant as the workforce becomes more and more diverse and internal studies 
Figure 4, The Diversity-Profit Chain 
Modified from The Service-Profit Chain (Heskett et al., 1994) 
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show that it is beneficial to the organisation (ISS Facility Services, 2011). Managing diversity in the 
organisation is also a very wide subject, which has been debated by many theorists. After a thorough 
review of the current literature Gilbert, Stead and Ivancevich (1999) defined diversity management 
“as a complete organizational cultural change designed to foster the appreciation of demographic, 
ethnic and individual differences” (Gilbert, Stead, & Ivancevich, 1999, p. 66).  
Gender diversity is a demographic parameter in the Internal Diversity Study. The need for gender 
equality at the workplaces is important, which was emphasised by the UN in 2010 with the 
introduction of Women’s Empowerment Principles – Equality Means Business (United Nations , 
2011). Companies with more women perform better and have a greater profitability (McKinsey & 
Company, 2013; United Nations , 2011). Fortunately, many corporations has an “inclusive corporate 
culture embracing diversity” (McKinsey & Company, 2013, p. 4), which promotes gender balance at 
the workplace.  
According to Herring (2009) it is also beneficial for the workplace to have different ethnicities as it 
broadens the employee perspectives in a corporate culture (Herring, 2009). It is therefore a necessity 
to “attract and retain such diverse talent” (Hunt, Layton, & Prince, 2015, p. 2). Ethnic diversity 
correlates with profitability in the same matter as gender diversity does. However, it is not equal 
causation but a question of inclusion and leadership (Herring, 2009).  
The parameter about age diversity in age it is “the acceptance of all age groups in the work 
environment” (Chartered Institute of Personnel and Development, 2014, p. 3). Having a diversity in 
the age groups at the workplace has an effect on job performance (Mcdaniel, Hunter, & Schmidt, 
1988), which are beneficial to the corporations. However, the benefits of having an age-diverse 
workforce are seldom recognised, which is eminent as our demography is changing rapidly 
(Chartered Institute of Personnel and Development, 2014). 
 
3. PHILOSOPHY OF SCIENCE 
In this section, I will start out by present my ontologically and epistemologically presuppositions in 
my work with the research problem. Secondly, I will reflect upon the prejudices inflicted on the 
report.  
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Social Constructivism 
As stated in the research problem, I wish to investigate the Internal Diversity Study in the context of 
Corporate Social Responsibility and focus on how a diverse organisation can influence ISS. In my 
research, I have taken a social constructivist approach, which means that my report is a product of 
the context and time it is situated in. Furthermore, it means that my understanding and worldview is 
accessed through language and created through social interactions (Fuglsang & Bitsch Olsen, 2009).  
For my ontological presuppositions it means that my research is part of a social construct (Olsen & 
Pedersen, 2008), build upon the reality defined in the CSR department at ISS. Where the 
understanding of demographic diversity is part of a paradigm (Gilbert, Stead, & Ivancevich, 1999) 
where a paradigm “represent a worldview that defines, for its holder, the ‘nature’ of the world.” (Guba 
& Lincoln, 1994). This is one definition where Thomas Kuhn (2012) has a narrower approach 
dedicated to the scientific world, where “A paradigm is what the members of a scientific community, 
and they alone share. Conversely, it is their possession of a common paradigm that constitutes a 
scientific community of a group of otherwise disparate men.” (Kuhn, 2012, p. 2). That makes the 
Internal Diversity Study and the influence from organisational diversity in ISS a conceptual construct 
and the situation unique. (Olsen & Pedersen, 2008).  
The commonness found in Corporate Social Responsibility makes the social constructivist approach 
relevant as I want to understand the paradigm of corporate social responsibility in ISS and the 
community wherein they exist. That inflicts my epistemological understanding when researching the 
concepts used in the corporate world as it is implicit that they are man-made discourses, which 
changes over time. When researching into the understanding of Corporate Social Responsibility 
initiatives in ISS the truth is framed by the “paradigm’s own internal construction” (Olsen & 
Pedersen, 2008, p. 158) which exists only from the departments value judgements. Thus, the 
conclusions found in the project are a product of the context and time, wherein they are situated as 
they are perceived in the interpreted reality that constitutes my worldview. It affects my research 
when investigating if the Internal Diversity Study is a Corporate Social Responsibility initiative as 
the result will depend on the perspective (Olsen & Pedersen, 2008). 
The understanding of the Internal Diversity Study in the context of the Service-Profit Chain and CSR 
is processed in the hermeneutical circle. The process has been in an interaction between me as an 
interpreter and the object, the Internal Diversity Study as “we can never escape or put ourselves 
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outside the hermeneutic circle: We are always already part of it, and it constitutes the structure for 
the way we understand and interpret the world” (Fuglsang & Bitsch Olsen, 2009, p. 321).  
 
Prejudices as an intern 
Before starting as an intern at ISS I had a pre-understanding of Corporate Social Responsibility. It 
partly derived from the theory lessons, but also from the research project on the first module, where 
we found that the dominant motivation for ISS to solve societal challenges were found to be profit 
maximisation (Villadsen, Oustrup, Todbjerg, Clancy, & Weimers, 2014). The knowledge from the 
former project has been a precondition, which made it easier to understand the construct of ISS’ CSR-
activities and their focus on profitability. The “prejudices ensure that we can understand each other 
- whether it seems unproblematic or problematic - because prejudices is an expectation of what the 
facts of the case is about” (Fuglsang & Bitsch Olsen, 2009, p. 322) 
 
When trying to understand the subject area of organisational diversity it has been necessary with some 
prejudices as people never interprets the “world without prerequisites, but have always already a 
preconceived idea about this... but will always first have made us convictions since we cannot 
understand, interpret or classify the world if we do not have our prejudices” (Fuglsang & Bitsch 
Olsen, 2009, p. 321). The preunderstanding I already had gained about Corporate Social 
Responsibility initiatives- and theory before starting as an intern therefore made it possible for me to 
understand the paradigm in ISS’ CSR department.  
However, the prejudices might also hamper my objective understanding of the research area and 
created blind angles of areas, which I could have investigated and covered in other ways. It could also 
have made me less critical, thus making the research fairly one sided. However, “prejudices are a 
prerequisite for all understanding, and therefore it is not to accept prejudices as a productive 
precondition for the realisation of the world.” (ibid., p.322) 
 
4. METHODOLOGY  
In this chapter I will explain my research design and how I have collected and used the empirical data 
in the analysis. I have conducted two interviews to get data about diversity in ISS and knowledge of 
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the theoretical approach to CSR in ISS. The interviewees where chosen as primary sources due to 
their understanding of the area and insight into Corporate Social Responsibility and the Service-Profit 
Chain. Meanwhile, I also made participatory observations, which enhanced my reflections and 
analytical understanding of the area. I will also go through my choice of theory and how it has been 
used in the research. Lastly, the validity and reliability of the report will also be taken into account in 
this chapter.  
 
Research design 
The overall subject to be investigated is the Internal Diversity Study. It is my area of interest and the 
project, which I have been working with the most as an intern. It leads to the research area that 
“constitutes the basic work which ensures that one builds on previous relevant reflections, and that 
one formulates the question using the best concepts and one’s previous knowledge and attempts to 
analyse the subject.” (Olsen & Pedersen, 2008, p. 170).  
To be able to analyse the subject, I found three themes being the academic field of Corporate Social 
Responsibility, demographic diversity and lastly, the Service-Profit Chain. This is also the three 
themes which my interview guide is based upon, where the interviewees are asked about their 
understanding of the themes. Asking them about their interpretation and perception of the themes are 
in correlation with my worldview as a social constructivist. In that way, the qualitative data gathered 
from the interviews are material for the analysis, which strive to answer the research question. In 
doing so new knowledge is created. Consequently, encapsulating the analysis with the research 
problem (Olsen & Pedersen, 2008).  
Semi-structured interviews 
I decided to make semi-structured interviews. This would give some structure from my interview 
guide, but at the same time allow me to ask into other things than the interview questions. As both 
my interviewees have great interest and knowledge about different aspects of CSR, the Service-Profit 
Chain etc. I felt that it was important not to ask identical questions or in other ways hamper their 
response. At the same time, I felt it necessary to use an interview guide and be certain to get 
information about the themes in the problem formulation. Furthermore, I only wanted to interview 
them once, as both my interviewees are elite-members of their community and used to efficient use 
of their time (Bernard, 2006).  
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I also hoped that the semi-structured approach in the interview would give me an understanding of 
the paradigm ISS positions themselves in and make it possible for me to link their answers to the 
theory. The primary data gathered through the interviews are important for my research project as it 
will give me knowledge from experts in the area. 
 
Interview design 
This study aims at exploring the paradigm of the Internal Diversity Study in the context of CSR and 
the Service-Profit Chain. The theoretical foundation creates the framework when looking at the 
Internal Diversity Study and determined which questions that were relevant to ask (Olsen & Pedersen, 
2008). The interviews are planned after the seven stages of an interview inquiry put forth by Kvale 
(2007), where the first four steps are eminent to use when conducting the interviews.  
The first consists of thematising the purpose of conducting the study. Here the why and what has to 
be visualised. As a part of my internship I wanted to research into why ISS has organisational diversity 
as a part of their CSR-activities and what the internal diversity studies influences in ISS. Hereafter 
the design of the study should be planned, where I decided to conduct interviews but also research 
into diversity in ISS by making participatory observations (Kvale, 2007). 
The two former stages melt into the interview guide, where I found the themes that would give me 
the wanted knowledge. The themes are found on the basis of the theory. I also added a “joker 
question”, where I asked the interviewees to reflect upon a quote from the Danish Newspaper, 
Berlingske. While seeing the world as a social construct, the themes are also made on my perception 
of the Internal Diversity Study and how I perceive the theory.  
The interview guide is then used for the interviews in stage three. After the interviews are conducted 
the transcription begins (Kvale, 2007). I chose to transcribe the whole of both interviews as it made 
it easier for me to fully comprehend and condense the knowledge that the interviewees passed on to 
me. After that I made a “theoretically reflected reading of the interviews to develop their rich 
meanings” (Kvale, 2007, p. 137). This has an important role in the hermeneutical circle of 
understanding the meaning in the text (Kvale, 2007). The transcripts are presented as appendixes after 
the report.  
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The interviewees 
Lotte Hjortlund Andersen, Head of CSR and Job development, ISS 
Lotte Andersen is my internship supervisor and is Head of CSR and Job development in ISS. She is 
educated as a lawyer from University of Copenhagen, specialised in labour law (Appendix B, Lotte, 
00:25) and she has recently graduated as an MBA from Henley Business School, UK. Lotte has been 
working in ISS Facility Services for the last seven years, where she has been Head of Legal, Head of 
Staff and CSR, and HR Manager before entering her current position as Head of CSR and Job 
development in 2014 (Appendix B, Lotte, 00:25). Lotte Andersen has also been working with CSR 
in the Confederation of Danish Industry for five years before starting in ISS (Appendix B, Lotte, 
01:15). In the CSR-department of ISS she is working primarily to get all the different employees, 
stakeholders such as politicians and officials and strategic collaborations to work together.  
Morten Kamp Andersen, Partner and consultant, Proacteur 
Morten Andersen will be a consultant in the ongoing Internal Diversity Study. He will help in the 
process of analysing the findings in the study. He has a thorough knowledge of the Service-Profit 
Chain, which is a theory he has applied to several research areas in collaboration with ISS (Andersen, 
Svegaard, & Ankerstjerne, 2015).  
has a bachelor in business administration, as well as a HD in finance, which makes him a very strong 
asset in regards of financial matters. At the same time, Morten has a Master degree in psychology 
from Aarhus University (Morten, Appendix A, 00:48). From being a financial analyst in London, he 
is now a partner in the proacteur Consultancy Group (Morten, Appendix A, 01:18). He is also 
connected to the CSR department of ISS for the moment, writing on a report not yet published.  
 
 
The interview guide 
In the following the themes will be presented and their relation to the research question. The interview 
guide is built upon the themes of CSR, diversity and the Service-Profit Chain.  
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Interviewee: Head of CSR, ISS, Lotte Andersen 
 
The interview guide is based on the research question:  
How is the Internal Diversity Study to be understood as a Corporate Social Responsibility initiative and what does this 
imply for the organisation in the context of the Service-Profit Chain?  
Themes 
(What do I want to achieve with the 
interview?) 
Thematic research questions 
(What questions do I want an answer to) 
Interview questions 
(The questions I ask) 
The background of the interviewee 
Knowledge about the interviewee 
What is the professional history? 
 
What does the job role involve? 
What’s your name and job title? 
 
Can you tell us briefly about your professional background? 
 
How long have you worked with CSR/Service-Profit Chain 
Corporate Social Responsibility 
 
How does ISS understand the construct of 
CSR? 
 
How diversity in the organisation connects 
to CSR 
Can you tell me about ISS overall CSR strategy? 
 
Can you tell me why it is important for ISS to take responsibility?  
 
How does the Internal Diversity Study fit into ISS CSR strategy? 
Diversity 
 
Why is diversity in the organisation 
important to ISS? 
 
How do ISS perceive diversity? 
Why is diversity in the organisation to ISS? 
 
What is your idea of a diverse organisation? 
Service-Profit Chain 
 
How is diversity in the organisation and 
profitability connected? 
 
What parts of the Service-Profit Chain is 
linked to diversity in the organisation 
How do you see ISS being affected by diversity in the organisation? 
 
How is the Internal Diversity Study connected to the Service-Profit 
Chain? 
 
What profitability objectives would you like to achieve with the 
Internal Diversity Study? 
Service-Profit Chain The goal of initiating the Internal Diversity 
Study  
 
What is the expected results of the study? 
What is your motivation behind initiating the internal diversity 
study? 
 
What do you want to achieve with the internal diversity study? 
 
How do you see diversity implemented/increased in the 
organisation? 
Corporate Social Responsibility  What value do you see the study giving to ISS? 
 
How do you tend to report and measure this value? 
 
Would you consider to complement the quantitative study with a 
qualitative assessment in the organisation or in other ways develop 
the Internal Diversity Study?  
Joker  Finally, I would like to read aloud a passage from an article printed 
recently in the Danish newspaper Berlingske and ask what you think 
of it: 
 
“The term “diversity” is the new cliché expression in the United 
States. American corporations use it interchangeably to show that 
they take diversity seriously and remember to employ coloured 
people, women, homosexuals etc.… But the expression has turned 
into a hollow cliché in the case of making it real.” (Mouritzen, 2015, 
p. 10).  
27 
 
 
Secondary empirical data 
My extensive knowledge about ISS organisation and focus areas has made it easy for me to blend 
into the organisation and observe the paradigm from the outside. At the same time, I have got very 
close to a lot of people and have made them comfortable while being studied. I have been situated in 
the centre of all ISS’ CSR activities and have made it possible to collect data that I wouldn’t have had 
access to otherwise. I have been in the field and I have learned a whole new “language” (Bernard, 
2006). A language where profitability and social responsibility goes hand in hand.  
I have involved myself in the organisation, but at the same time withdrawn to reflect and 
intellectualise what I have learned (Bernard, 2006). The knowledge gained through the observations 
will not be referenced or in other ways used in the report other than an extensive familiarity with the 
area.  
 
Analysis design 
The analytical framework consists of two parts, where each part contributes in answering the problem 
formulation. The analysis is based upon quotes from the interviews and secondary data in the context 
of the theory and knowledge gained from the internship. In Kvale’s (2007) six steps of analysis, the 
fifth stage consists of using the knowledge gained from the interviews in the analysis.  
To be able to use the knowledge from the interviews, I read through the transcripts several times, 
where after I marked quotes from the transcripts with different colours corresponding to the themes 
of CSR, diversity and the Service-Profit Chain. The marked quotes were then used in the analysis as 
“the analysis proper involves developing the meanings of the interviews, bringing the subjects’ own 
understanding into the light as well as providing new perspectives from the researcher” (Kvale, 2007, 
p. 123). Lastly the validity and reliability of the interview findings are determined and it is all 
formulated it into an official document (Kvale, 2007).  
The analysis is framed upon the way the construct of a paradigm has appeared in the interviews 
together with the secondary data. That is based upon my implicit assumption of being part of a 
paradigm centred at diversity while being an intern at ISS (Burrell & Morgan, 1979). A more detailed 
presentation of the analysis structure will be introduced just before the analysis.  
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Validity and reliability of the research 
“Validity is the most important quality category because it has to do with how to conceptualise the 
project clearly enough.” (Olsen & Pedersen, 2008, p. 195). Throughout my research at the internship 
it has been my intention to write about the Internal Diversity Study as truthfully as possible. I am 
aware that my close collaboration with my internship supervisor can have lowered the validity and 
that an outsider would have analysed the situation differently. However, an outsider would have a 
hard time getting the same empirical data and conceptualisation of the organisation. With a different 
scope of the research it would have been possible to increase the technical validity. In that way, it 
would have been possible to interview more people, which increases the data representation (Olsen 
& Pedersen, 2008). However, as it is only the two interviewees which has knowledge about the 
Internal Diversity Study, I found it sufficient to be able to answer the research problem and make 
valid conclusions from that. The external validity is secured as it is possible to use the investigation 
in other service organisation with a CSR strategy (Olsen & Pedersen, 2008). However, the 
interviewees do not represent ISS or the departments they come from. They represent themselves and 
has given their own personal thoughts about the Internal Diversity Study and can therefore not be 
accounted for the opinion of a whole service organisation. However, they have still accounted for 
their perception of the situation, which reflect upon the organisation. Even so, the validity of the 
knowledge produced in this report and the generality of the conclusions can be discussed (Olsen & 
Pedersen, 2008).  
In terms of the reliability of the report, I have described the process of collecting data and my 
considerations when doing so and it has been my wish to make my report design as transparent as 
possible. It has been the “most important qualitative dimension in the individualistic analytical 
tradition” (Olsen & Pedersen, 2008, p. 197) and I have tried to investigate the research problem from 
different angles and had an understanding of my prejudices. As my research has been of a very limited 
scope, I have tried to increase the quality of data and maintain as objective as possible in the process.  
5. ANALYSIS 
The aim of my analysis is to answer the research problem, which sound as in the following 
How is the Internal Diversity Study to be understood as a Corporate Social Responsibility 
initiative and what does this imply for the organisation in the context of the Service-Profit 
Chain?  
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Structure of the analysis 
The analysis will be structured around Corporate Social Responsibility, diversity and the Service 
Profit Chain. The first section will try to answer how the Internal Diversity Study is linked to 
Corporate Social Responsibility.  
When identifying the understanding of CSR in relation to diversity it will be structured as follows. 
1. First, I will divide the quotes into a definition of CSR, an instrumental approach and a 
normative approach.  
2. Then, I will have a section, where I analyse the quotes by discussing the understanding of 
CSR in relation to diversity. 
3. At the end, I will summarise the findings and make a partial conclusion of what it means in 
relation to the Internal Diversity Study.  
In the second section I will identify what diversity implies for the organisation of ISS. It will be 
structures as follows. 
1. First, I will divide the quotes into diversity, process and outcome,    
2. Then, I will have a section, where I analyse the quotes by discussing diversity in the context 
of the Diversity-Profit Chain.  
3. At the end, I will summarise the findings and make a partial conclusion of what it means for 
the organisation of ISS.  
 
Corporate Social Responsibility 
In this section, I will show how the paradigm of CSR are perceived by the interviewees and how it 
reflects upon the Internal Diversity Study. From there, I will proceed to quotes, which reflects a 
normative or instrumental approach to CSR.   
A definition of CSR  
In this section, I will show how intangible the definition of CSR is and discuss what implications it 
can have.  
 “I am not sure I get the definition of CSR. I am not sure I am totally firm with that, but, because CSR 
is sometimes just doing good things.” (Appendix A, Morten, 15:39) 
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“… you call it green washing within environmental issues, I don’t know what you call it with 
diversity but it should, we should always be careful not to brand the business too much on the 
diversity agenda if we do not have anything that we are improving or working on, and we will never 
get there. In my point of view, we will never get there. It is not something, you say, okay we work 
with it for three years and then it is a tick in the box. It's a continuous thing that ISS need to work 
with always.” (Appendix B, Lotte, 17:16) 
From the selected quotes, I can identify a lack of understanding of how to define CSR, which indicate 
that it is hard to visualise as a concept and how to apply it in the specific organisation. This is 
interesting as it makes the concept dependable of context and interpretation and in that way can be 
misused in corporate marketing, which Lotte also reflect upon. She argues that it is possible to 
“greenwash” a corporative image, using the notion of CSR. She recognises that using diversity in the 
organisation is not a swift project, but a field that need relentless work. At the same time, it also 
makes it vague and hard to use as a tool in optimisation of the profitability in the companies. As 
Morten defines CSR as just doing good things, it is also hard to see the connection to the Internal 
Diversity Study as it is not doing good things immediately. Mortens statement describes very well 
that it is necessary for the corporations to create their own meaning of CSR, but also how hard it can 
be as a customer to understand the various constructs of CSR. It relies on companies to clearly 
articulate their CSR strategy for the society, customers and employees to understand what 
responsibility they take and for them to be credited for it. I will argue that you can connect almost 
anything to CSR, also the Internal Diversity Study, as no layman can understand the different 
constructs of the notion.  
 
Instrumental approach 
In this section, I will present the quotes which represent an instrumental approach to CSR.  
” We think it is a responsibility we need to take towards society, we believe it creates engaged 
employees and we believe it is a good business case.” (Appendix B, Lotte, 04:10) 
“… [CSR is] something about, taking care of your whole value chain and taking care of you know 
the impact that you have on external environment and external stakeholders, throughout your entire 
value chain and that may be suppliers that you are buying goods from, how you affect the 
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environment, how you affect human rights, how you affect local community.” (Appendix A, Morten, 
12:32)  
 “The overall strategy is that it should, that CSR is really connected with the business strategy. So we 
worked with CSR in a matter that, the chosen topics that we work with is always something that is 
supposed to participate in solving some business issues…. So the strategic roadmap you could say, 
is that we want to be the most valuable CSR department in Denmark within two or three years.” 
(Appendix B, Lotte, 01:46).  
“it is also cliché if you don’t try to connect it to your business. So it is not all companies that should 
work with all diversity agendas or criteria’s. That is where I think some of the CSR-people working 
with it, sometimes lack some business understanding. Because, it is only of any value if you can say 
why we should hire more women, why should we hire more disabled people or ethnic minorities or 
whatever. So the connection to the business is what makes it work and then it is not a cliché.” 
(Appendix B, Lotte, 16:15) 
Lotte argues that the economic responsibility is an essential part of the CSR activities in ISS. That 
visualises how the company use CSR as a business strategy and not as diffuse branding. The financial 
profits are necessary, and the department has to be financially profitable to be able to commence any 
activities. That makes the CSR departments job development and the strategic collaboration with the 
municipalities an essential part of the CSR-activities as it generates the financial foundation. 
However, using CSR in the midst of the business strategy, also makes it possible for Lotte to plan on 
being the most valuable CSR department in the future.  
As ISS is a for-profit company and a company with a low profit margin, it is important that any CSR 
initiative is not compromising or downscaling the profitability. This is also argued by Morten as he 
suggests that a CSR strategy needs to proliferate the whole value chain and every stakeholder. That 
makes it very relevant for the CSR agenda to be interlinked with the financial targets of the company.  
Lotte is furthermore suggesting that a CSR initiative only can be successful if linked to the business, 
which proposes that the Internal Diversity Study also need to be profitable to keep running. The 
quotes also show how seriously CSR initiatives are at ISS, and that the approach is used as a financial 
instrument. Even the societal focus, as depicted by Lotte is only possible as long as it is profitable.   
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Lotte demonstrates that diversity in the organisation is used in an instrumental approach, and that it 
cannot be used in any other way in her aspect.  
 
Normative approach 
In this section, I will present the quotes, which I find to be representing the normative approach to CSR.  
” There are different reasons [of why it is important for ISS to take responsibility]. One reason is 
that we are a large company in Denmark with 7500 employees and we have a lot of impact on the 
Danish society. So we think it is a part of our responsibility as a large company to work with 
CSR continuously. And then continue to improve the things we do and the impact we have on society.” 
(Appendix B, Lotte, 02:57) 
 “It is probably easier to understand your environment if you are representing, if your company 
represents the environment or surrounding. So if you are, I am just saying, if you are in India you 
probably have a better understanding of your impact on the local community if your company in India 
is full of Indian people, whereas if it just expat Danes sitting there you may not have the same feel 
and connection with the local community.” (Appendix A, Morten, 14:38) 
“Another why is that, we believe that it influences the pride and engagement within our employees. 
We are in the service industry, which is not always a highly recommended industry to work in. And 
with a lot of low paid, sometimes low skilled employees and to make them feel proud where they work 
to make them feel engaged we believe that this is one of the things that actually influences the way 
they work.” (Appendix B, Lotte, 03:26) 
That we, that it's just natural for leaders and employees that work here, that we see people and respect 
people for what they do and for who they are and not what colour they are, what gender they are, 
what sexuality they have or any other not relevant criteria for being an employee in ISS. (Appendix 
B, Lotte, 05:52) 
As companies do not have an explicit responsibility of taking responsibility in the society, it is 
possible to identify a normative approach to CSR in Lottes statements. The initiatives ISS start are 
desired by society and not a demand. Such initiatives could also be seen as a branding strategy and a 
quick fix to difficulties, which proliferates the company more that helping the society. However, ISS 
is being aware of this downside by CSR, which is also discussed by Lotte. Affecting the society and 
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taking responsibility is not required by law or necessarily grounded in financial targets, which makes 
it possible to see ISS CSR strategy as normative. It is also interesting as Morten introduce diversity 
in the organisation as a competitive advantage. However, it is possible to see the wanted contact to 
society in both interviewees statements.  
 
Summary 
The close contact to the society defines ISS’ CSR strategy, while at the same time being closely 
connected to profitability. In that sense both an instrumental approach and a normative can be found. 
It is easy to find an instrumental approach where organisational diversity is used as a strategic tool, 
where a normative approach can seem harder to detect. It can be visualised in the connection to the 
local community and society, where the CSR strategy is designed to have an impact on society while 
being connected to the profitability and financial targets. Furthermore, the strategy goes beyond 
complying with the law and it takes an ethical stand towards the employees and the society. In that 
way ISS’ CSR strategy can be interpreted in a normative aspect.  
By visualising CSR as good initiatives, desired by the society, it can be depicted in a normative 
approach. However, good initiatives can also be visualised as good for the company and therefore 
approached from an instrumental perspective, where the financial perspective has greater 
significance. The CSR initiatives focuses on all aspects of philanthropic, ethical, legal and economic 
responsibilities.  
 
The Diversity-Profit Chain 
To understand how diversity influences the organisation of ISS I divided this analysis into the sections 
of organisational diversity, process and outcome.  
 
Diversity 
In the following section, I will present the quotes, where the interviewees reflect on diversity in the 
organisation.  
“So to me a diverse organisation is, a company that in as much as it is possible reflect the society 
that it surrounds or its major stakeholders. So it is a company that reflects its customers and the 
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society that its surrounded by. So it provides equal opportunities for every type of person, to enter 
and to be in any part of the organisation that it may do. And it is a company that succeeds to bring 
these different backgrounds, competencies, profiles together and to work well together.” (Appendix 
A, Morten, 01:55) 
“An [diverse] organisation that has a DNA, that is able to cope with all the differences in the staff or 
among employees. So it should be a natural part of the culture in an organisation. That we, that it's 
just natural for leaders and employees that work here, that we see people and respect people for what 
they do and for who they are and not what colour they are, what gender they are, what sexuality they 
have or any other not relevant criteria for being an employee in ISS.” (Appendix B, Lotte, 05:52) 
“I don’t know, but I would think that, it really depends on how you see CSR. If CSR is just doing 
good things to the environment around you, I can see somewhat how it [diversity and CSR] is 
linked. Otherwise I do actually see them as two different things.” (Appendix A, Morten, 16:32) 
Lotte states that the focus on organisational diversity is important to ISS, which affects the employees 
as they can have any background working in ISS.  By working towards a more diverse organisation, 
ISS reflect the society, which becomes more and more heterogeneous. Nonetheless, it can seem 
strange to proliferate equality by looking at demographic differences in the organisation through the 
Internal Diversity Study. As visualised in figure 1, the demographic differences will be presented 
with clear cut statistics of the organisational demography. That makes it important to work 
strategically with the statistics and use them in a tactical way. By doing that ISS might ensure that 
the work with diversity does not become a cliché as demonstrated in the quote by Lotte.   
While being a cornerstone of the CSR strategy in ISS, Morten has a hard time grasping the connection 
between CSR and organisational diversity. The quotes also reveal that taking responsibility through 
organisational diversity is a part of a paradigm created in ISS, being a service company and dependent 
on the employees in the organisation. However, Morten still understand why ISS use organisational 
diversity as a strategy in the CSR department as there is a clear cut outcome in profitability.  
 
Process 
In the following section, I will show quotes where the interviewees reflect upon the process of 
integrating diversity into the organisation.  
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“I think it [the work with organisational diversity] is a cliché if, also in some part of the Danish 
discussions, when you talk about diversity as a mean to solve all business problems. That is part of 
the issue in the diversity community and also in Denmark. And it becomes the purpose itself. That is 
not how we work with it. We work with it as a mean to reach other goals. And it can be a mean among 
20 other means or tools or processes that you work with in a company.” (Appendix B, Lotte, 14:39) 
“we should always be careful not to brand the business too much on the diversity agenda if we do 
not have anything that we are improving or working on, and we will never get there. In my point of 
view, we will never get there. It is not something, you say, okay we work with it for three years and 
then it is a tick in the box. It's a continuous thing that ISS need to work with always.” (Appendix B, 
Lotte, 17:16) 
“For ISS, I think there is a significant challenge in that, there are so many people in ISS and they 
need to recruit from a very diverse set of people. So in some areas they are paying minimum wage, 
and they are even in some countries where the locals don’t want to do that kind of job. So in certain 
areas, regions, you know there may not be enough with Danish background that wants to clean.” 
(Appendix A, Morten, 03:45) 
 “…So you can’t say just because you are having a more diverse management team that that will 
create more value in itself. You would need to make sure that, you know, a more diverse team work 
well together. That you understand that you are different and respect each other’s differences. That 
it will create different dynamics, possible even more conflicts, but that there will also be better and 
new solutions etc. etc. So it is not that it is just putting different people together by itself will create a 
lot of great things. But managed carefully you would actually have the opportunity of doing that.” 
(Appendix A, Morten 11:23) 
“It is also some kind of cliché if you just say, that you talk about it, but you don’t do anything in your 
company to try to change things. So if you just go out and say, well, we would like all kinds of people 
to apply for a job, but you don’t do anything to either work with your managers on 
removing unconscious biases or you don’t look into how is your advertising. Is there anything that 
might do that disabled people or other minorities does not apply…” (Appendix B, Lotte, 15:22) 
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In the quotes listed, I can identify a need for integrating organisational diversity for it to benefit the 
organisation. Lotte argue that diversity becomes a cliché if it just a policy or a word randomly used 
in the organisation. Morten also emphasise that it is necessary for diverse teams to work well together, 
which is a corporative responsibility as the management of teams affect the whole organisation. It is 
also clear that for ISS it is continuously work to benefit from having a diverse organisation and that 
it is an agenda which affect the whole organisation and not just the CSR department. I also found that 
the process influences the pride and engagement within the employees and that it is important for ISS 
to work with the employees wellbeing, engagement and pride as it reflects the service and profitability 
of ISS. On the other hand, the interviewees quotes show that it is no easy task to benefit from diversity, 
which also reveal that it is a necessary responsibility to take towards the society. Otherwise it can 
become a cliché as Lotte explains. It is therefore necessary that the strategy is communicated to the 
whole organisation as other departments have to work with the further implementation of 
organisational diversity. The process and constructive use of organisational diversity will 
nevertheless get easier as the strategy the Service-Profit Chain is a known tool for leaders in ISS. 
They know that it takes time to benefit from processes in the organisation and managing diversity in 
the organisation is a long term commitment.  
 
 
Outcome 
In this section, the interviewees identify the wanted outcome of the Internal Diversity Study.  
“So the strategic roadmap you could say, is that we want to be the most valuable CSR department in 
Denmark within two or three years. And we would like to be frontrunners within diversity and 
inclusion in Denmark.” (Appendix B, Lotte, 01:46)  
“So the profit chain, the service-profit chain is an old theory that links internal processes to external 
stakeholders such as customers.” (Appendix A, Morten, 07:51) 
“I think it is a cliché if, also in some part of the Danish discussions, when you talk about diversity as 
a mean to solve all business problems. That is part of the issue in the diversity community and also 
in Denmark. And it becomes the purpose itself. That is not how we work with it. We work with it as a 
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mean to reach other goals. And it can be a mean among 20 other means or tools or processes that 
you work with in a company.” (Appendix B, Lotte, 14:39) 
“ISS has proven several times that there is a link between the different chains in the Service-Profit 
Chain. We have proven that the, that globally you can connect a high employee engagement score 
with a high customer engagement score. So we know that highly engaged employees creates highly 
engaged customers. That's is just two of the chains but we have proven a lot of connections in the 
service-profit chain over the years. So I have a strong believe that it is actually working.” (Appendix 
B, Lotte, 08:43) 
“…I think it is very difficult to prove, you know, one thing leading to profit. But I think that you can 
provide evidence that you start a chain of events happening, which eventually will lead to, among 
other things, higher profit, everything else being equal.” (Appendix A, Morten, 08:54) 
“Because we can’t really test, because everything else is going on, we can’t really test exactly what 
affects what, but I do believe that, you know, that having a diverse culture and a more diverse 
workforce will lead to a number of events, which are very positive for the organisation, if it is 
managed well.” (Appendix A, Morten, 11:00) 
From both interviewees I can identity a trust in the Service-Profit Chain. Morten makes it clear how 
a diverse organisation enhances the business in ISS and makes diversity in the context of CSR a good 
business case to ISS. Lotte argues, that diversity in an organisational context can have an impact and 
reflect the society of which the company is situated in. Meanwhile Morten emphasise that it is 
necessary to manage well to get the expected outcome and enhance the profitability in the 
organisation. It is also clear that the Service-Profit Chain is a tool used throughout ISS, and that the 
employees are familiar with the tool and the importance of having engaged employees and satisfied 
customers. However, using the Service-Profit Chain is not possible without some thought and 
perseverance. It is not simply leading from employee initiatives to higher profit, which is also 
discussed by Morten and Lotte.  
The quotes above are chosen as I see them raise a relevant discussion in terms of the actions that are 
necessary if the Internal Diversity Study is going to have any effect. Morten introduces the 
management practices that are needed for the project to be a success and Lotte show that she is aware 
38 
 
of the long effort that is needed to increase profitability. That it is not enough to recruit differently or 
set up target figures for females in the leadership.  
 
Summary 
It is important for ISS to have a diverse organisation, which reflects in their CSR strategy. Being 
external to ISS, Morten has a hard time finding the connection between organisational diversity and 
CSR. At the same time, the direction and the strategic congruent with ISS is very clear to Lotte. She 
is passionate about the work with organisational diversity and hope to create equality through the 
organisation while making it into a business case increasing profitability. Organisational diversity is 
used as an instrument to leverage the profitability in ISS. Simultaneously, Lotte is aware that an 
increase in diversity will not solve all business problems and that it also enhances other parts of the 
business than profitability.  
 
6. CONCLUSION 
I have found the understanding of Corporate Social Responsibility to be rather inadequate and unclear 
as being the foundation in the Internal Diversity Study. That makes it hard to work with from an 
ethical perspective, as the standpoint of the interviewees can be found both in the normative approach 
and the instrumental. Even though the understanding of CSR in the context of the Internal Diversity 
Study seems rather vague, it does not seem as a misused concept. It is recognised as a concept that 
needs attention for it to be usable. However, the lack of understanding of CSR can make it hard to 
use as a profitable tool, which reveals a task of communication to the organisation.  
I also found that the understanding of Corporate Social Responsibility is somewhat instrumental. It 
is used as a business strategy and the financial outcome is eminent for the fulfilment of the societal 
responsibility. As Lotte plan on being the most valuable CSR department in the future, she would 
need to emphasise reachable targets working with the Internal Diversity Study as it is necessary in an 
instrumental approach. Even though ISS is a for-profit company, one would expect the ethical 
approach to be solely instrumental. This is not the case in the ISS CSR approach, as there is also to 
be found a normative understanding that also reflects a philanthropic approach.   
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When researching into how the Internal Diversity Study affect the organisation in the context of the 
Service-Profit Chain, I found that it implies action on all levels in the organisation. That it is necessary 
for the organisation to adapt and use the increasingly diverse society. However, the connection 
between diversity, the Internal Diversity Study and CSR need to be strengthened for the employees 
to act and use the Diversity-Profit Chain. Doing that, there is a chance for the Internal Diversity Study 
to become a tool that is visible in the process of increasing profitability while also taking social 
responsibility. In the process of integrating the Internal Diversity Study in the organisation a holistic 
approach and communication to the whole organisation to redeem the wanted competitive advantage. 
It is a long term commitment.  
Using the Service-Profit Chain as a foundation for the Internal Diversity Study seems like a solid 
move as it is a well-known tool and strategy in ISS. Furthermore, it is proven to work in the 
organisation and Morten also has great knowledge of how to work with the chain to increase 
profitability. However, he also depicts that it is necessary to work hard with the management of 
diversity in the organisation for it to work and that the result will be hard to isolate from other projects 
in ISS. This indicate that the Internal Diversity Study will not be enough to make the organisation 
more diverse and not give an increase in profitability on its own.  
As the Internal Diversity Study is to be found as an instrumental CSR approach, for the organisation 
it implies that every person need to dedicated to bring the differences together and benefit from 
diversity. Nevertheless, it seems possible to increase employee engagement, customer satisfaction 
and the profitability with the use of the Internal Diversity Study as there is a great knowledge about 
the Service-Profit Chain in the organisation already.  
 
7. EVALUTION 
In the internship I found how organisational diversity is a part of the paradigm of CSR and how it 
makes sense that the two concepts are connected. Furthermore, I found out how important it is for a 
company to put emphasis on having diversity in the organisation and work strategically with it. For 
it is not enough to have a diverse organisation, the companies also need to have a plan of how to 
benefit from it. It is also important to remember how diversity fit into the organisation and in which 
layers of the company will benefit the most from organisational diversity. As ISS is depending on 
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people in order to deliver great service, it is important for them to have emphasis on the employees 
and their collaborative skills. Thus, it makes sense for ISS to work with diversity in the context of 
profitability.  
As an intern I have combined my academic skills and knowledge about social enterprises, CSR and 
entrepreneurship in a practical application at ISS. I have developed a greater knowledge of CSR and 
corporate processes, which has enhanced my chances of employment in ISS and other corporations 
after graduation. My research in ISS has resulted in this internship report, which I hope can contribute 
to ISS’ Corporate Social Responsibility agenda. Furthermore, it is my feeling that my academic skills 
and theoretical work with organisational diversity in ISS will enhance future work with diversity 
within the organisation.  
As an intern I have been a part of many different projects, however I have had responsibility of two 
projects, one being the internal diversity study, the other one being the reassessment by EcoVadis. 
With the Internal Diversity Study, I have built upon a framework already created by the former 
interns. This made me realise that I had to make it my own and really try to understand the process 
they already went through. I asked about the purpose of initiating the project, how it was planned and 
what results was hoped for. Having the project framed, I felt it was easier to start working on it. As 
the project is a quantitative study, I had to learn about Excel, which has been a beneficial process as 
well.  
The most rewarding learning process has been the collaboration with my internship coordinator. 
Together with the knowledge gained through the theory lessons on this module, it made perfect sense 
to have this kind of apprenticeship. The leadership performed by my internship coordinator, can best 
be explained by the path-goal theory (Northouse, 2015). My internship coordinator has motivated me 
to reach designated targets by being “directive, supportive, participative and achievement oriented” 
(House & Mitchell, 1974, p. 83 in Northouse, 2015, p. 117) She has acknowledged my progress and 
pushed me to give my best. She has been directive by giving me timelines for when to complete 
projects and assignments. The support has been given constantly, but especially in her help with my 
internship report. I have been obliged to participate in several meetings, where Lotte has consulted 
me and obtained my ideas and opinions. Furthermore, she has been confident in my solution of 
difficult tasks (Northouse, 2015). That made me feel very comfortable and affected my approach in 
problem solving.  
41 
 
I also felt welcome in the department from the very beginning in ISS and rapidly decided that I would 
like to stay in the organisation. This made me realise that I had to learn fast and be an indispensable 
part of the department. At the same time, I did not quite understand the financial and corporate 
strategy in ISS. You could say, that I did not understand the “language” in the organisation. Therefore, 
I decided to enrol as a student in business administration. That enhanced my understanding of ISS’ 
structure and performance. At the same time, I felt rather well oriented with the knowledge I already 
gained from the business administration lectures at Social Entrepreneurship at Management. 
However, the lectures from SEM only dealt with annual reports and key figures, which wasn’t enough 
for my internship at ISS.  
 
Halfway through the internship timeframe, I decided to ask for a student position in the CSR 
department and after some negotiations I succeeded in getting a contract from January in a student 
position 15 hours a week. The job offer was based on my abilities as an intern and my strategy of 
being an indispensable part of the department. I wanted to stay in the department due to my good 
collaboration with my internship supervisor and the many exiting tasks I have been given.  
The internship can in many ways be depicted as a success. At the same time, it has also been 
frustrating and very lonely, as I have been alone in the process of writing the report. I missed being 
in a group and having the opportunity to get advice by others and not having to write every single 
word on my own. I see huge benefits in project work in teams. However, writing on my own has also 
given me self-confidence and made me more confident in the academic skills. I have been in charge 
of writing all of it myself and I had to control the process, which has been very beneficial.   
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Appendix A – Transcript of interview with Morten Kamp Andersen 
Transcription of the interview with Morten Kamp Andersen, proacteur 
The interview was conducted on the 17th of November 2015 
A: Interviewer, Ane Todbjerg Andersen 
M: Interviewee, Morten Kamp Andersen 
 [00:00:04] A: This interview guide is based on the research question of Corporate Social Responsibility in ISS, how 
can diversity in the organisation increase profitability.  
[00:00:22] A: And just to start up; What is your name and jobtitle 
[00:00:26] M: So my name is Morten Andersen and I am a consultant at a consultancy company called Proacteur and 
we help advise, assist companies on HR matters. Or that is what I specialise in.  
[00:00:46] A: And can you tell me briefly about your professional background.  
[00:00:48] M: So I have two backgrounds, I have one in finance. I have been studying, I have a bachelor in business 
administration. I have, what we call, a HD here in Denmark as well in finance. And I have worked as a 
financial analyst in London in an investment bank. And then I have second background, which is that I have 
studied psykologi at Århus University. I have a masters degree in psykologi.  
[00:01:18] M: And I have and so over the last. Then I was an independent consultant, just myself for seven years. And 
then I have for two years been part of Proacteur Consultancy Group.  
[00:01:43] A: And to proceed to things about diversity, what is your idea of a diverse organisation? 
[00:01:55] M: So to me a diverse organisation is, a company that in as much as it is possible reflect the soceity that it 
surrounds or it major stakeholders. So it is a company that reflects its customers and the society that its surrounded by. 
So it provides equal opportunities for every type of person, to enter and to be in any part of the organisation that it may 
do. And it is a company that succeds to bring these different backgrounds, compentencies, profiles together and to work 
well together. That was a long...  
[00:02:51] A: It is fine. And why do you think diversity in the organisation is important to ISS.  
[00:02:58] M: I think its important to any organisation and I think it is to ISS for several reasons. But for any 
organisation, I just think it is incredible important that you have an organisation that a: reflects the customers and the 
needs that you are trying to serve. So how can you best support people if you are very different from them? I think it is 
difficult. b: I think most organisation will only succeed, if they are incredible innovative, if they are productive, if they 
46 
 
are doing as well as they can to support customers. And I think you need not just one type of competency but a lot of 
complementary competencies to do that.  
[00:03:45] M: For ISS, I think there is a significant challenge in that, there are so many people in ISS and they need to 
recruit from a very diverse set of people. So in some areas they are paying minimum wage, and they are even in some 
countries where the locals dont want to do that kind of job. So in certain areas, regions, you know there may not be 
enough with Danish background that wants to clean.  
[00:04:25] M: And therefore they need to hire, you know, there is a particular need to get people in. But also to, yeah, 
you know, basically to come up with better solutions to have a more diverse set of people working to them.  
[00:04:46] A: And, talking about internal diversity study we are starting on, what do you think is the motivation starting 
up this study? 
[00:04:59] M: So the first is, you need to get a full picture of how does it look right now. So, you know, what is the 
facts, how does the organisation look like. And then you can have a conversation about, how do we want to look like. 
And then try to set some strategies for how to achieving that.  
[00:05:18] M: The first thing is to know, where are we right now. And I think, measuring how diverse ISS is right now 
is a starting point to understand what challenges do we face? That will also, you know, if we have some trend analysis 
and so on, show how good are we in moving ahead, or how good is ISS in moving ahead and where are the significant 
challenges. So it sort of getting a picture of where are we right now. That is the first part of the study.  
[00:05:52] M: The second is then to find out, okay, what would be good and achieveable goals for us to set. So where 
do we want to go. And you would wanna do that with the picture that you have drawn with the current state 
[00:06:08] A: And how do you see increased diversity implemented in ISS? 
[00:06:15] M: So, there would be a variaty of ways to do it. There would be some carrot and stick. You would set some 
KPI's (Key Performance Indicators), you need to have a certain number of women or people with non Danish ethnicity, 
in certain different regions, divisions so on, layers of management. You would simply set targets for that and for that to 
be achieved.  
[00:06:45] M: Or you would work with, you know, training people, training people so to have more people with 
backgrounds to apply for internal jobs, or you would work on subconscious biases.  
[00:07:04] M: So, men have a tendency to recruit men, female have a tendency of wanting to recruit female, because of 
unconscious bias. You wanna make you aware of some of those biases and then you can do something about them. So I 
think you wanna work with training, with carrot and stick and I think you wanna work with being aware of why you do 
things as you do.  
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[00:07:31] M: And then you may also want to change your recruitment strategies and policies if you find that there are 
certain areas where you are weak in your recruitment.  
[00:07:45] A: And how do you see this study connected to the service-profit chain?  
[00:07:51] M: So the profit chain, the service-profit chain is an old theory that links internal processes to external 
stakeholders such as customers. And diversity would be an internal process, and what it does it that it tries to link. So it 
says that diversity as an internal process affects company processes and company employees and thereby creates some 
values. And I think there a lot of studies that show diversity affects the organisation, the productivity of the organisation 
and how people feel about working in the organisation. 
[00:08:36] M: And working in that part of the value chain is probably what you can do with diversity.  
[00:08:45] A: And how do you see profitability being affected by this? 
[00:08:54] M: Okay, so I believe, you know, I think it is very difficult to prove, you know, one thing leading to profit. 
But I think that you can provide evidence that you start a chain of events happening, which eventually will lead to, 
among other things, higher profit, everything else being equal. 
[00:09:18] M: So in a more diverse organisation I see several things happening. You have a greater talent pool of which 
to recruit from, which makes recruitment costs lower, which means that the quality of talent that you get in better. And 
that you have, you dont have talent shortage so you dont have people shortage in important contracts.  
[00:09:43] M: I see diversity matters in terms of quality innovation, ISS is despite what you might think is actually a 
very innovative company, coming up with new solutions and new ways of delivering canteen services, technical 
services and cleaning services on a continuous basis, diversity will improve that. I see diversity will improving 
productivity in employees and then smaller things such as lower absentees, lower employee turnover etc. there is also 
some suggestion that if you work in a more diverse team, you will have a higher engagement, a higher satisfaction with 
the workplace you are in, because you can see that there are equal opportunities for everybody.  
[00:10:33] M: So all of these things are what we know diversity directly impacts. Those things together will provide a 
more efficient workforce. Create a better service to customers, create a better service experience with customers and 
loyalty. Create a higher profitability. So it is sort of at the beginning, very beginning of a long service chain, profit 
chain.  
[00:11:00] M: Because we cant really test, because everything else is going on, we cant really test exactly what affects 
what, but I do believe that, you know, that having a diverse culture and a more diverse workforce will lead to a number 
of events, which are very positive for the organisation, if it is managed well.  
[00:11:21] A: And followed..  
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[00:11:23] M: And followed through, and the rewards are reaped and all of that, yeah. And that requires very specific 
and carefully planned process of following through. So you cant say just because you are having a more diverse 
management team that that will create more value in itself. You would need to make sure that, you know, a more 
diverse team work well together. That you understand that you are different and respect each others differences. That it 
will create different dynamics, possible even more conflicts, but that there will also be better and new solutions etc. etc. 
So it is not that it is just putting different people together by it self will create a lot of great things. But managed 
carefully you would actually have the opportunity of doing that.  
[00:12:18] A: And I will just proceed on to some questions about CSR and could you just explain how do you 
understand the concept of CSR? 
[00:12:32] M: I dont know a lot about CSR actually so. CSR is Corporate Social Responsibility and essentially means. 
Actually I dont know. Something about, taking care of your whole value chain and taking care of you know the impact 
that you have on external environment and external stakeholders, throughout your entire value chain and that may be 
suppliers that you are buying goods from, how you affect the environment, how you affect human rights, how you 
affect local community, I think.  
[00:13:19] A: And how do you see this internal diversity study maybe fit together with CSR strategy.  
[00:13:28] M: So, I see, generally I see diversity being a part of CSR. CSR being an umbrella term, where diversity is 
part of that. Diversity is also having, you know, creating equal opportunities for every type of person. And being aware 
of how you processes create equal opportunities I suppose is somewhat linked to CSR. I have no idea actually. What do 
you think? 
[00:14:16] A: Well I see the connection that maybe taking care of your employees through diversity and put emphasis 
on your employees and how they work together, and take responsibility of hiring also different cultures and different 
genders and... 
[00:14:38] M: It is probably easier to understand your environment if you are representing, if your company represents 
the environment or surrounding. So if you are, I am just saying, if you are in India you probably have a better 
understanding of your impact on the local community if your company in India is full of Indian people, whereas if it 
just expat Danes sitting there you may not have the same feel and connection with the local community. Perhaps.  
[00:15:14] A: And maybe also different layers of people in India.  
[00:15:20] M: Yes 
[00:15:22] A: Because they have very different social classes 
[00:15:24] M: Yes, true. It is not directly linked is it. 
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[00:15:32] A: No 
[00:15:33] M: No  
[00:15:33] A: So it is hard to grasp. hard to link together. 
[00:15:39] M: I am not sure I get the definition of CSR. I am not sure I am totally firm with that, but, because CSR is 
sometimes just doing good things. And if that is it, then you would say, diversity, I mean diversity is, you know, has a 
financial dimension and a moral dimension. And the moral dimension of diversity, you could connect to CSR. I am just 
afraid of making CSR so bland and so sacred and so, you know, that I am doing good so therefore I am in CSR. 
[00:16:22] A: But couldnt you also connect diversity to the financial part of CSR. 
[00:16:32] M: Yes, perhaps, perhaps. So you would use the same argument. The Service Profit Chain is propably not 
the best with CSR. I dont know, but I would think that, it really depends on how you see CSR. If CSR is just doing 
good things to the environment around you, I can see somewhat how it is linked. Otherwise I do actually see them as 
two different things.  
[00:17:03] M: Sometimes both of sort of end up somewhat in HR. It is something we have to do something about, it 
looks nice, it feels good. You know, there must be someone nice in HR doing that. You want to get away from that. 
You dont want to end up in that situation where it is something which wanna be seen as doing. You can see that with 
diversity, as something we wanna be seen as doing and you can see that with CSR.  
[00:17:32] M: But ultimately I do think they are, I mean, diversity is somewhat inward, it processes the things you do 
facing inward. We want to change our organisation and the composition of our people in our organisation, whereas with 
CSR is more outward looking in a sense. It is affecting directly your environment around you. So, ya. So I know that 
ISS has been working a lot on making sure that the materials they use in cleaning for instance, is very environmentally 
friendly. That would be a CSR initiative in many ways and not linked to diversity in any way. That is just my initial 
thoughts.  
[00:18:24] A: Thank you. Just finally I would like to read aloud a passage from an article, printed in Berlingske. And 
just what you think of it. It was an article printed some days ago about diversity. The term diversity is the new cliché 
expression in the United States. American corporations use it interchangeably to show that they take diversity seriously 
and remember to employ coloured people, women, homosexuals etc… But the expression has turned into a hollow 
cliché in the case of making it real.  
[00:19:12] M: Yes. So my gut feeling is that, I think there are a lot of organisations that are like that. Also in Denmark. 
Those, you know, the ones to look like they are doing that and then there are some organisations that actually truly 
believe in it and dont do it for show and tell, but do it because they believe in it.  
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[00:19:41] M: I was at a conference last week in Manchester and diversity was, I was at a session about diversity and 
the sort of notion still was that diversity is something we are still struggling with, we are still not there. They use 
inklusion a lot actually as a work, and they were sort of saying, you have to make sure that this is not a HR-agenda, we 
have to make sure that it is a company agenda. And, I think, outside of HR, I think a lot of people think like that.  
[00:20:24] M: I think there are somethings that would affect it, because I think there are still some hardcore evidence 
that we will benefit from having a more diverse (organisation), so therefore, if I am divisional head and you ask me to 
have a more diverse team I will do it if you want me to. But if I truly believe that I will benefit from it, you need to 
convince me pretty hard that I will get that. And I think those hard sort of convictional, you know, sort of conversations 
that not many people having them. HR is not good at having them. They are not good at going to the division and let 
them tell you why you benefit from this.  
[00:21:07] M: One thing that may help a bit is this sort of war for talent. It is just incredibly clear that there are some 
companies already now struggling to get good people in and they would need to think outside of the box. And there are 
some companies like Nordea for instance. They know that they are struggling big time in getting females into Nordea in 
certain parts of Nordea. And they can also see that if, you know, they want to grow, they either needs to get a lot higher 
share from the finance department of CBS or they need to recruit from a bigger base with more females.  
[00:21:48] M: So they are sort of doing it from a term of, this is, you know, we need to do this to stay in the game. But I 
think you need to have those too, otherwise people will see it as, okay if you want me another colour I will do that if 
that is what you want. I dont know if it is completely that, I mean in the US I just think its, you know, companies are 
pushed a lot harder to show that they are doing something about it. In Denmark they are not pushed as hard and 
therefore it is not so much a cliche in Denmark. I just dont think it is high on the agenda for most companies, but in US 
where it is politically correct and, you know, if you open an annual report you have to have an equal amount of pictures 
of women and black and hispanic and white, otherwise you will be sued or stuff like that. It will become a cliche and I 
am glad we are not there.  
[00:22:53] A: And how do you see the internal diversity study here in ISS.  
[00:22:56] M: So the internal diversity study, I just think it is incredible important to highlight a problem of where we 
are. It may be that ISS is quite diverse and it also, you know, having numbers and data and also have a good 
conversation about, you know, how do we actually want to look? So we have, I am just arguing, in management, lets 
say there are 25% women. What is actually fair? Is it 50% or, you know, or should we just make sure that there are 
equal opportunities but we will accept 35, you know, you can have conversations like that, based on numbers.  
[00:23:34] M: If the gab is incredible large, you need to ask yourself, what does it require and do we really wanna do 
that. If the gab is somewhat and we are still getting there, well maybe we are just doing the right things. But I think 
without having a good picture of where we are, and, you know, doing something actively, taking a stand about where 
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ISS wants to be, it is difficult to do something. Because you cant go into a department and say, you need to do 
something about diversity without presenting numbers and know goals for where you wanna be.  
[00:24:10] M: So I see, I think, it is incredible difficult to have a diversity agenda without having numbers. The 
numbers dont change anything, but having numbers provides a platform for a conversation about how to change things.  
[00:24:29] A: And in what areas would you put numbers on, like with increase in women and 
[00:24:37] M: So what would I measure?  
[00:24:39] A: Yes 
[00:24:40] M: So I am a big fan of not making this about sex, but making this about a number of different diversity 
parameters. So, male, female would be one thing, but ethcnicity...... 
[00:25:08] M: So different backgrounds, educational differences etc. I would place equal amount of focus. I think 
male/female is somewhat interesting it is just not the only thing. Management would certainly be one area. I think there 
are some areas where I just dont believe that there is a lot in terms of, you know, if a technician, you know, there are 
some people where they work in team and then there are some people working alone. People working alone, if that light 
bulb is changed by a man or a female, it just doesnt matter. So there are some areas where you wanna say, here I 
actually think we can benifit from it. And you want to focus on those areas. And then there are some areas where it 
really doesnt matter. Theoretically, maybe you can find a paper it may have an affect, just leave that alone, and focus on 
a few things and say, this is where we think we wanna do something. Management is an obvious area, but also in certain 
hearts of ISS. I Think a lot of the customers. So in Facility Management in big complex contracts for ISS, the customers 
are just still male for instance. But there is somewhat a shift in that and ISS need to reflect that shift.  
[00:26:53] A: I dont have any further questions, do you have any comments 
[00:26:59] M: I have no further comments.  
[00:27:01] A: Okay, Thank you.  
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Appendix B – Transcript of interview with Lotte Hjortlund Andersen 
Transcription of the interview with Lotte Hjortlund Andersen, ISS 
The interview was conducted on the 18th of November 2015 
A: Interviewer, Ane Todbjerg Andersen 
L: Interviewee, Lotte Hjortlund Andersen 
[00:00:04] A: Thank you for participating in this interview, and just to start out by your professional history. What is 
your name and job title? 
[00:00:13] L: My name is Lotte Hjortlund Andersen, and I am head of CSR and Jobdevelopment. 
[00:00:20] A: Yes, and can you tell me briefly about you professional background 
[00:00:25] L: Yes. I am a lawyer specialised in labour law. Then I worked as head of staff in ISS Denmark and Head of 
a part of the HR-operation and Head of Legal department and through all the time also as a lawyer I have been working 
with discrimination and integration for ethnic minorities. I have also done a lot of voluntary work within refugees or in 
Copenhagen legal aid and stuff like that.  
[00:01:11] A: and how long have you been working with CSR?  
[00:01:15] L: I worked with CSR in the confederation of Danish Industry for five years I think among other topics. 
Then in ISS I worked with it for three years previously and then I didnt, I wasnt in charge of CSR for two years and 
then I worked with CSR again for the last one and a half year.  
[00:01:38] A: And, can you tell me about ISS' overall CSR strategy?  
[00:01:46] L: Yes. The overall strategy is that it should, that CSR is really connected with the business strategy. So we 
worked with CSR in a matter that, the chosen topics that we work with is always something that is suppose to participate 
in solving some business issues and our primarely focus is within diversity and inclusion. We also work with 
environmental issues, health and safety issues, but that is in another department. So the strategic roadmap you could say, 
is that we want to be the most valuable CSR department in Denmark within two or three years. And we would like to be 
frontrunners within diversity and inclusion in Denmark.  
[00:02:50] A: Can you tell me why it is important to ISS to take on this responsibility? 
[00:02:57] L: There are different reasons. One reason is that we are a large company in Denmark with 7500 employees 
and we have a lot of impact on the Danish society. So we think it is a part of our responsibility as a large company to 
work with CSR continuously. And then continue to improve the things we do and the impact we have on society.  
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[00:03:26] L: Another why is that, we believe that it influences the pride and engagement within our employees. We are 
in the service industry, which is not always a highly recommended industry to work in. And with a lot of low paid, 
sometimes low skilled employees and to make them feel proud where they work to make them feel engaged we believe 
that this is one of the things that actually influences the way they work, which again affects the way they approach our 
customers, to increase our business.  
[00:04:10] L: And then, the third thing is that we have proven several times that it is a good business case for us to work 
with these three agendas. We think it is a responsibility we need to take towards society, we believe it creates engaged 
employees and we believe it is a good business case.  
[00:04:31] A: And this internal diversity study, how does it fit into strategy? 
[00:04:38] L: It is one of the projects that we have started to keep us being frontrunners within diversity and inclusion. 
And also it's a way for us to, to identify some gabs there might be, we dont know yet. There might be within some of 
the diversity areas. For instance we can identify, that we can see, that ethnic young men are not motivated to work here 
through our engagement survey. We can identify some gabs between men and women in leadership etc. And then we 
can find some actions to close these gaps and then affect the business in a positive way. It actually fits very well into the 
strategy as one of several projects.  
[00:05:40] A: And talking about diversity, what is your idea of a diverse organisation.  
[00:05:52] L: An organisation that has a DNA, that is able to cope with all the differences in the staff or among 
employees. So it should be a natural part of the culture in an organisation. That we, that it's just natural for leaders and 
employees that work here, that we see people and respect people for what they do and for who they are and not what 
colour they are, what gender they are, what sexuality they have or any other not relevant criteria for being an employee 
in ISS.  
[00:06:43] A: And after having identified these gaps, what do you want to achieve with this identification? 
[00:06:51] L: We want to achieve some changes in some areas where we might have gabs. So that we can close some of 
the gabs, for instance increasing the employee engagements among some groups in ISS if there might be a gab there or 
to increase ethnic, hmmmm, the percentage of ethnic leaders or just to make some changes where they are needed so 
that we can increase our bottom line.  
[00:07:29] A: And how do you see increased or implemented in the organisation. 
[00:07:35] L: I think it's something, it is hard to say when we dont know what it is yet. But the way it's done the best in 
ISS, because we are such a large company and the managers, leaders are all over Denmark and not reachable at one 
time. The best way for us by experience to do this is to change some of the processes, for instance in the recruitment 
processes. If we identify, okay we need some ethnic leaders then it could be to change the way we recruit. For instance 
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only look at competencies, resumes when they apply, take away pictures, names, gender etc. So that it's more objective 
recruitment. If that's the gab.  
[00:08:32] A: And proceeding to the Service-Profit Chain, what is your experience with this theory. 
[00:08:43] L: ISS has proven several times that there is a link between the different chains in the  Service-Profit Chain. 
We have proven that the, that globally you can connect a high employee employee engagement score with a high 
customer engagement score. So we now that highly engaged employees creates highly engaged customers.  
[00:09:09] L: That's is just two of the chains but we have proven a lot of connections in the service-profit chain over the 
years. So I have a strong believe that it is actually working.  
[00:09:20] A: And how do you see this internal diversity study being connected to the Service-Profit Chain.  
[00:09:26] L: It is part of the Service-Profit Chain because we look at the performance of the managers in ISS and how 
they are rated, and if there are any differences within gender, etc. age, etc. And also the employee engagement score it 
is right into the service-profit chain in my point of view. The cool thing could be also to connect it to the customer 
engagement survey, but we have decided to do that next year because this is already a huge study, so we need. It is 
always a travel and continuously journey, so I think this is the first year...   
[00:10:10] L: We have always measured our, some part of our diversity, now we go, the next step we meausure even 
more diversity criterias and we connect them with employee engagement survey and the performance management 
system. This year, and then maybe next year we can connect it to the customer engagement survey. So, it is a journey 
we are on.  
[00:10:35] A: And, what objectives would you like to achieve with the internal diversity study in terms of profitability?  
[00:10:45] L: How much or? 
[00:10:47] A: Yeah, can you see any connection? 
[00:10:50] L: I can see a connection, but it is like any other HR-processes for a lot of other processes as well it is very 
hard to say the exact number that it will affect the margin, because there is always a lot of other things affecting it. So, it 
is gonna be hard to measure isolated how it is gonna affect the margin. But previously, we have proven in the 2011 
investigation that we could actually see an impact from diverse teams towards our margin. That was valid due to the 
huge amount of data and large amount of employees.  
[00:11:36] L: So, this is gonna be kind of the same where we might be able to isolate it, and if not we already proven 
the connection so, if we just can change. For instance, if we can increase an employee engagement survey among some 
groups, we dont need to use a lot of time on proving the impact on the margin because that is already done. So, as long 
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as we can prove an increase in the employee engagement survey, which is possible, we can do that every year. Then we 
know it is gonna impact.  
[00:12:14] L: So also, we always need to prioritize, what is need to be measured and what is not need to be measured 
because it takes a lof of time to measure these things and we are already there where we know the connection so we just 
need to have evidence that the things we implement actually increases for instance employee engagement or whatever 
recommendations we got.  
[00:12:41] A: And would you consider to compliment this quantitative study with a qualitative assessment in the 
organisation or other ways to develop this study? 
[00:13:01] L: yes, I will consider anything. When we now what the gabs are we will need to discuss with some relevant 
people how are we gonna make the changes we need to make. And we already, hired an "Erhvervspostdoc", yeah a kind 
of a PhD person who is going to be with us for two and a half year and she is going to focus on implementing diverse 
teams, but I also see that some of the findings we are going to find in this study is also something she can work with us, 
on how to make these actions or recommendations and how to implement it.  
[00:13:51] A: And lastly, I have a passage from an article printed recently in the Danish newspaper Berlingske. Now I 
will just ask what you think of it. It is about diversity in America.  
The term diversity is the new cliché expression in the United States. American corporations use it interchangeably to 
show that they take diversity seriously and remember to employ coloured people, women, homosexuals etc… But the 
expression has turned into a hollow cliché in the case of making it real.  
And how do you see that? 
[00:14:39] L: I think it is a cliche if, also in some part of the Danish discussions, when you talk about diversity as a 
mean to solve all business problems. That is part of the issue in the diversity community and also in Denmark. And it 
becomes the purpose itself. That is not how we work with it. We work with it as a mean to reach other goals. And it can 
be a mean among 20 other means or tools or processes that you work with in a company.  
[00:15:22] L: It is also some kind of cliche if you just say, that you talk about it, but you dont do anything in your 
company to try to change things. So if you just go out and say, well, we would like all kinds of people to apply for a 
job, but you dont do anything to either work with your managers on removing unconscious biases or you dont look into 
how is your advertising. Is there anything that might do that disabled people or other minorities does not apply, so if 
you dont do any actions behind your words it might become a cliche.  
[00:16:15] L: Then you should also, it is also cliche if you dont try to connect it to your business. So it is not all 
companies that should work with all diversity agendas or criterias. That is where I think some of the CSR-people 
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working with it, sometimes lack some business understanding. Because, it is only of any value if you can say why we 
should hire more women, why should we hire more disabled people or ethnic minorities or whatever.  
[00:16:54] L: And, so the connection to the business is what makes it work and then it is not a cliche. I believe it is got, 
I think it is worse in the United States, or worse, it's just become that you need to say that, you need to talk about it, but 
you might not always do something about it.  
[00:17:16] L: But it's kind of the same thing in some Danish companies, and that is what we should also in ISS be aware 
of, not to, you call it green washing within environmental issues, I dont know what you call it with diversity but it  
should, we should always be carefull not to brand the business to much on the diversity agenda if we do not have 
anything that we are improving or working on, and we will never get there. In my point of view we will never get there. 
It is not something, you say, okay we work with it for three years and then it is a tick in the box. It's a continuous thing 
that ISS need to work with always.  
[00:18:01] A: Thank you 
[00:18:01] L: you are welcome   
 
 
 
